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Abstract 
In the last few decades tourism has developed into a complex service industry. Local destinations have to offer only their best in 
order to satisfy tourists. In that respect, tourist guides represent an important part of the tourism industry. Local tourist guides 
should represent the local community and show the most important and the most interesting sights of a given destination. In order 
to become a tourist guide one must obtain proper education and an appropriate certificate. Taking into account the tourist market 
needs and incoming tourist groups, tourist guides should be adequately prepared. The purpose of this study is to define the 
importance of education within the tourism industry and particularly tourist guides. The educational program should provide the 
necessary knowledge and practices in order to ensure a high quality of future employees in the tourism sector. The education 
program, the institutions where the program can be attended as well as the criteria for exam are prescribed by law. Croatia is a 
tourism-oriented country and has an increasing number of tourist arrivals. The total contribution of tourism in the GDP is around 
30%. It can therefore be concluded that tourism is a very important industry for Croatia. The present research is carried out by the 
case study method. The main findings of this study are showing a strong disagreement between the theoretical findings and given 
government and organizational efforts in the education program.  There are several possible reasons for this situation: belated 
development, an inadequate approach to tourism development etc.  Recommendations for further studies are focused on finding 
reasons for the current situation and forming suitable procedures to overcome these limitations, in order to form a high quality 
education and ensure high quality service of local tourist guiding.  
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1. Introduction 
Today tourism is one of the most growing industries in the world. In the last century a lot has changed in tourism 
industry. The mass tourism has been declining and specific types of tourism have been increasing, in particular 
smaller groups with particular interests and more frequent shorter stays.  The question of tourist guides and their 
education is regulated differently based on local legislation which should recognize needs for each destination or 
region and build educational curriculum in regard with. Nevertheless, tourist guides are significant because of their 
essential role of communicating between local host community and visitors (Ap & Wong, 2001) 
However, the industry is demanding a qualified and educated workforce. When it comes to tourist guides, 
demands are diverse and they vary according to specific groups. Knowing that the added value to tourist travel and 
stay can depend on the personnel involved, special efforts should be aimed at the education and qualification of 
workforce in tourism, especially tourist guides (Arslanturk & Altunoz, 2012).  Personal characteristics and 
performance differs on a personal level, however, a certain level of skills, knowledge and competences should be 
achieved by every tourist guide during their education.  
The importance of the tourism industry for Croatia is great. Some of the recent research shows noteworthy 
contribution of the tourism industry to the GDP – the direct contribution is around 12% and the total contribution is 
approximately 30%. Tourism is supporting approximately 13% of the total employment and it accounts for more 
than a half of total exported services. (Baldigara & Mamula, 2012).   
This paper sets out an analysis of educational system in Croatia with feedback from tourist guides themselves, 
whereas the research is carried out by the case study method. All the relevant laws and bylaws are included in the 
analysis, as well as the performance of education program. 
2. Tourist guides 
The role of a tourist guide bas been argued by scholars for years (Cohen, 1985; Pond, 1993; Ang, 1990; Howard, 
1997).  Cohen (1985) claimed that the role of the modern tourist guide combines and expands elements from two 
different roles of the tourist guide: the pathfinder and the mentor. The pathfinder’s role is to guide the group 
geographically towards attractions, while the mentor’s role is to present and interpret the sight, create the mood in 
which tourists can experience and feel the destination or attraction, and gain some knowledge. Later it is suggested 
that the tourist guide has five different roles: leader, educator, public relations representative, host and conduit 
(Pond, 1993). Some researchers are pointing out that tourists are keen to view the sight in its social and cultural 
context and they rely on the guide for an informed and suitable presentation (Christie & Mason, 2003). Tourist 
guides play a significant role in the process of making visitors feeling welcome in destination and right interpreting 
sights (Braidwood, Boyce & Cropp, 2000; Ham & Weiler, 2000; Omar & Hawkins, 1998). They could be a key 
component in the overall experience and impression of a destination. Tourist guides need a certain level of education 
within the tourism sector in order to establish their identity and image (Saayman, Steynberg & Stabbert 2003; El-
Sharkawy, 2007). That constructs the base on which other elements as knowledge, skills, the ability to transfer 
knowledge, and create an experience can be built on.  
First of all, it is important to define who a tourist guide is. The position in the tourism sector is given by the 
vocational associations, common practices and most importantly legislation. In tourism ergolect terms, reference to 
a person involved in tourist tours are carefully distinguished. According to World Federation of Tourist Guides 
Association (WFTGA) three different professions can be identified (WFTGA, 2003).  :  
- tourist guide  
- tour manager  
- tour escort. 
Tourist guide is a person who guides visitors in the language of their choice and interprets the cultural and natural 
heritage of an area, a person normally possessing an area-specific qualification, usually issued and/or recognized by 
the appropriate authority. A tourist guide is a synonym to a local tourist guide, because their obligations and 
functions in tour are the same. 
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Tour manager is a person who manages and supervises the itinerary on behalf of the tour operator, ensuring the 
program is carried out as described in the tour operator’s literature and sold to the traveler/consumer, and a person 
who gives local practical information.  
Tour escort is a representative of a tour operator providing basic assistance to travelers.  
It is important to point out that different countries have diverse meanings of each of these terms, and have 
different legal settings for tourist guides and their education. In some countries education, training and licensing are 
not mandatory for tourist guiding. Croatia, however, is not one of those countries.  
As declared, tourist guide is a person who is directly communicating with the local community and tourists. Their 
assignment is to present local attractions with the aim of the group not only understanding, but also relating to the 
attraction. Just with a glance of those definitions it can be concluded that different skills and competences should be 
required and learned/trained for each profession. Understanding the disunity of these professions and roles in tours 
is a foundation for building and operating educations for (every different) profession. It is not strange that a tourist 
guide is a local habitant of a county or a country due to numerous reasons: reachability, being familiar with 
attractions, understanding local culture, believes or principles… Those definitions are adopted in Croatian law. Law 
on tourism services mentioned different definitions of a tourist guide, a tour manager and a tour escort. A tourist 
guide is a person providing services of presenting and interpreting natural beauties, cultural-heritage monuments, 
works of art, ethnographic and other monuments, historical events, figures and legends about those events, persons, 
economic and political developments and events. A tour manager and a tour escort are equal in terms of Croatian 
law. They are preforming operational and technical activities in guiding the tourists during the tour, and they can 
provide basic information about destinations and attractions that are not specifically determined as a tourist guide 
domain. The same law is listing attractions in diverse destinations among the 21 counties of Croatia. Those 
attractions can be presented and interpreted only by licensed tourist guides for a specific county. Ministry of tourism 
(in cooperation with opinion of Ministry of Culture and Ministry of environmental and nature protection) is 
declaring attractions that can be presented and interpreted only by a local tourist guide, separately for each county. 
In destinations that are not specified as mentioned, any tourist guide can present and interpret attractions. The 
process of licensing is set out by bylaws. Further, a tourist guide can be a Croatian and an EU citizen that meets the 
prescribed criteria. A tourist guide must attend an education program and pass the exam in order to obtain a license 
for a specific county. Alongside, there are further conditions, such as having the business capacity, possessing a high 
school diploma, and to speak both the language in which he will provide tourist guide services and the Croatian 
language. The terms and conditions of the exam are regulated by a bylaw and assigned to economic colleges and 
tourist boards for organizing. A tourist guide is a vocation that should be an “added” to some other basic profession. 
In the Croatian legislative setting it is not necessary to build up the profession of a tourist guide on some tourist or 
economic vocation.  
3. Education of tourist guides 
Tourist guides, as representatives of a destination, country and national culture should be carefully selected and 
trained (Coccossis, 2005). El-Sharkawy (2007) emphasises the importance of education of tourist guides in the best 
manner possible, when she suggests creating a national curriculum in Egypt in order to deliver a well-educated and a 
trained tourist guide, capable of providing a high quality guiding product (El-Sharkawy, 2007). Sahin and Balta are 
arguing for a combination of professional background knowledge, which is required in specific tourist places, and 
university education (Sahin & Balta, 2007). In spite of the differences between miscellaneous tourist political 
systems  followed by specific tourist policies and education that are met among the tourist countries, importance of 
education and training should be generally accepted. Worldwide, the education of tourist guides is regulated 
differently. In some countries, no education and training is required, nor a license. Countries which are requiring an 
education oblige potential students to meet certain criteria, depending of a country's regulation. According to 
WFTGA and Jane Ordin, criteria are more or less precise. Table 1. Education of tourist guides worldwide is 
showing the differences between requirements of countries.  
 
558   Sonja Lovrentjev  /  Procedia Economics and Finance  23 ( 2015 )  555 – 562 
             Table 1. Education of tourist guides worldwide 
Country Education/Training Basic qualification 
Austria 960 hours or 1.5 years,  
theory: 650 hours  
practical: 100 hours  
Tourist Guide Exam  
 
Brazil  
 
11 months,  
theory 800 hours, 
practical 160 hours  
Secondary education  
Greece  
 
2.5 years,  
theory: 1600 hours 
practical: 60 hours  
Secondary education + Vocational Studies 
India 6 months, 
practical – 420 hours 
Recognized Bachelor's or University’s Degree 
Serbia  No training compulsory Secondary education  
Spain  
 
theory:1500 hours 
practical:500 hours  
University Degree + Extra academics  
 
Russia  
 
By museums’ administrations.  
Continuous training all time  
Bachelor’s Degree  
 
Romania  None Secondary education + foreign language 
Estonia  None N/A 
Croatia  
 
theory: 89 hours 
practical: not set 
Secondary education 
It is obvious from Table 1 that countries are developing their tourist guide market differently. Some of them are 
demanding the future tourist guide to take a long and an extensive course while others are more flexible with their 
requests. Also, basic qualification is unequal. Croatia can be considered as a country with a relatively moderate 
requirements. Education of tourist guides in Croatia is held in form of a course organized by higher education 
institutions or, in case of absence, tourist boards. The course is comprised of several subjects as well as the practical 
part. Subjects held within course are: the Croatian political system, the Croatian economic system, Tourism basics 
and introduction to the tourism business, Introduction to tourism legislation, Croatian history, Croatian cultural and 
historical monuments and other sights, Croatian tourism geography, the culture of speaking and writing, Operational 
and technical activities of management for tourist guides and foreign language. The minimum amount of lectures 
and practices for each subject is regulated and their distribution is shown in The Table 2. Subjects in tourist guide 
course. In addition, for every specific county some supplementary lectures are added ranging from historical 
development, topographic orientation to famous people from the fields of history and culture, artistic, natural 
heritage, and tourist attractions. The number of lectures is not regulated and every organization is making their own 
timetable. The number of lectures is small and they are often merged with the practical part, and carried out by 
students themselves through the presentation and interpretation of attractions with mentors’ comments.  
                                  Table 2. Subjects in tourist guide course 
Name of the subject Number of lectures (1=45 min) 
Croatian political system  5 
Croatian economic system  5 
Tourism basics and introduction in tourism business 6 
Introduction in tourism legislation 5 
Croatian history  12 
Croatian tourism geography 12 
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Croatian cultural and historical monuments and other sights  12 
Culture of speaking and writing   8 
Operational and technical activities of management for tourist 
guides  
24 
Foreign language  0 
The total number of lectures is rather small, considering the background of students that can vary across different 
professions and the amount of previously knowledge. Various high schools are preparing their students for different 
professions and are therefore forming a curriculum that fits the needs of future employees in a certain field. The 
necessary level of knowledge, skills and competences can be reached at a high level, but it can also be in a 
discrepancy with tourism, history, culture or service, interpretation and ability of transferring the knowledge. 
Considering the number of counties and tourist guides, there is a small number of institutions that are offering tour 
guide courses. They must all respect the minimum requirements of curriculum, but they are allowed to modify it. 
Increasing the number of lectures and adding subjects are possible. Higher institutions are however rarely inclined to 
modification. Some of the institutions and their internal curriculums are compared below. Only institutions that have 
organized the tourist guide course in last three years were included. Table 3 shows changes of specific institutions, 
in this case higher education institutions, made to the original minimal requirements for the tourist guide course.  
                                          Table 3. Institution’s curriculums for tourist guide course 
Institution Changes  
VERN' University of Applied Sciences, Zagreb None  
Faculty of Tourism and Hospitality Management, Opatija None  
Faculty of Economics in Osijek None 
Department of Economics and Tourism Dr. Mijo Mirković, Pula None 
Faculty of Economics, Split None 
Apira college, Split None 
University of Dubrovnik, Dubrovnik None 
Table 3. clearly shows a low interest in additional design of the given curriculum. None of the institutions 
providing tourist guide courses enlarged the number of lectures of any subject. Considering the required basic 
qualification and the diversity of the retrieved knowledge, skills and competences, course curricula should be 
researched. In order to fulfil the requirements for the master thesis, the author conducted research on communication 
skills of tourist guides in Croatia and the results of the survey remained unpublished. A part of the research covered 
the satisfaction with the tour guide course. 95 out of a total 422 licensed tourist guides from the Zagreb County 
participated in survey. Answering questions about satisfaction with the received lectures and training, regarding the 
communications skills with the group respondents most frequently responded with a partly negative response. The 
total distribution of answers is showed in Figure 1. 
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Figure 1. Satisfaction with education regarding the communication. 
It is obvious that tour guides are mainly dissatisfied with the curriculum concerning the  communication with 
tourists. The knowledge and practice gained through the tourist guide course can therefore be considered inadequate. 
This statement can be supported by Figure 2. Individual efforts in the development of communication skills clearly 
indicate the necessity of additional development of tourist guides. The respondents were answering questions about 
development by way of consulting the accessible vocational literature, and contacting more experienced colleagues.  
 
 
 
 
 
 
 
 
Figure 2. Individual efforts in the development of communication skills 
 
The consolidation of the two Figures indicates a dissatisfaction with the curriculum by tourist guides who had 
taken the course. They are aware that they are not fully prepared for the duties entailed in their tasks.  
The end of the tourist guide course is the final exam. The exam is done in written form and the candidate must 
pass all the subjects in order to take the practical part of the final exam. Written exams are covering all subjects and 
a candidate has the right to take each of them twice. If the candidate does not pass, the second exam must be paid 
additionally. The practical part takes up to a few minutes, both in Croatian and any other language. The candidate 
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prepares three different attractions from the county and the examination board is choosing one which needs to be 
interpreted. The practical part of the exam takes placeinside of a classroom. Having in mind the importance of 
tourism for Croatia, it is surprising how poorly the preparation of tourist guides is managed.  
4. Conclusion 
This paper analysed the education system of tourist guides in Croatia. The tourism industry is highly valuable for 
Croatia, and it is the most important industry of the Croatian economy. The education, employment and the function 
of tourist guides is regulated by laws and bylaws of a country. In Croatia, in order to become a licensed tourist 
guide, one must have completed secondary education of any field, be a Croatian or an EU citizen, be able to 
communicate in the Croatian language in sufficient measurement, and speak one foreign language. If all the 
requirements are satisfied, the potential tourist guide should take the course. Courses are held by higher education 
institutions across the country. The course curriculum is determined by law. The course curriculum is covering ten 
subjects with a range from 5 to 24 lectures and a subject with specificities of a certain county. The information 
retrieved concerning the additional modifications made to the curriculum is showing that no change is made by any 
of the organizing institutions. In addition, tourist guides of the Zagreb County expressed a dissatisfaction with the 
theoretical and practical part of the tourist guide course concerning the communication with tourists. Moreover, they 
are developing their knowledge and skills through literature and communication with more experienced colleagues. 
It can be concluded that education of tourist guides in Croatia does not satisfy the tourist guides themselves, and in 
addition, the overall quality of the tourist guide services should be researched. Bartoluci & Budimski (2010) are 
pointing out that in order to provide a high quality tourist service, the most important resource are the people who 
will be in direct contact with tourists. The Ministry of Tourism and other tourist organizations do not recognize the 
importance of quality human resource, which is the reason why a large number of inadequately educated and trained 
workforce can be found in the tourism industry (Bartoluci & Budimski, 2010). For future benefits, it is vital to create 
an effective dialogue between the tourism industry and education (Lo, 2005; Wang, Ayres & Huyton, 2010). 
Tourist-oriented countries should invest more resources in preparing and educating future employees, with the 
constant aim of keeping or improving the current position among their competitors.  
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